
Alaska TRS Complaint Log Summary1

June 2001 � May 20022

Total Complaints: 7

Date of complaint: 7/17/01, 17:11
Date of resolution: 7/17/01
Nature of complaint: The customer's answering machine picked up before she could
answer the relay call so the conversation was recorded.    Her deaf son in Arizona called her but
hung up just as she answered.  The CA was still on the line and laughingly told her that he had
hung up.  The Customer said this was a very important call, to please call him back.  The CA still
chuckling said,  "Nope I can't� and disconnected the customer.
Explanation of resolution: The customer called into RA to complain and report the CA for
her cavalier and rude behavior.   A supervisor followed up with the customer.   A CDR was
searched to see if we could identify the CA who handled the call.   No record of the call was found
originating from Arizona and this was shared with the customer.   Her son must have used a
different relay service and the supervisor provided the customer with the Voice relay number for
Arizona.

Date of complaint: 7/18/01, 15:00
Date of resolution: Only half a resolution was possible.
Nature of complaint: A user called in to speak with the CA who had just processed their
call.  They were disconnected and wanted to make sure that the CA left the message they
requested on the answering machine of the business they contacted.   This CA was no longer
available as they left for the day.
The Lead operator on duty spoke to the customer and recommended the customer make the call
again, and leave the message again to make sure it was delivered.  This further angered the user
as they would appear stupid, as the business then could receive two messages from them
and this was utmost important matter.   The caller then hung up.
Explanation of resolution: A supervisor followed up with the Lead on duty and made
recommendations on how she could have handled the situation differently.  A supervisor called
the 277-6677, the Arc of Anchorage, to try to find out who the user was who made the call.  This
was unsuccessful.

Date of complaint: 1/3/02
Date of resolution: 1/23/02
Nature of complaint: A customer complained to the RCA that he was connected
to a Spanish speaking CA when he dialed the toll free number.  He was not able
to communicate because he only spoke English.  He became more frustrated
when he attempted to report the problem to a CSD supervisor, who denied that
his problem was possible.
Explanation of resolution: The problem was resolved after CSD's Anchorage
representative contacted the caller and acknowledged that there may have been
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a problem.  However RCA nor CSD had no similar complaints.  CSD could
neither confirm or deny, but assured the customer that any such occurrence was
unintentional.  CSD mailed the caller a packet of information about CSD, referred
the caller to CSD's web site, provided an e-mail for future contacts, and informed
the caller of the 711 prefix.

Date of complaint: 2/13/02
Date of resolution: 3/8/02
Nature of complaint: Customer asked CA to dial #800 then CA stated that it
was incompleted. Sheredialed twice per request  - CA said 2nd call was busy -
3rd call was no circuit customer decide dto check fro 800# line to go there from
his request - it went through - no problem. Apologized for the inconvenience and
thanked for feedback. I informed the caller that I will fax to appropriate center for
coaching.
Explanation of resolution: Coached agent on procedures, regional 800 and if
needed call for assistance.

Date of complaint: 2/28/02
Date of resolution: 2/28/02
Nature of complaint: The customer placed a call to a recording, and while the
agent typed the recording, the customer typed the option they wanted the agent
to press. By the time thy typed the option, the recording hung up and the agent
had to redial to press the option. The agent kept the customer informed of the
redial. The customer became upset and concerned that the agent had to redial. I
told the customer I would document the complaint and began to explain that
recordings are very fast and often hang up before the agent has finished typing.
However the customer hung up before I could explain.
Explanation of resolution: I [supervisor] believe the agent did all she could and
followed procedure by keeping the customer informed of the redial.

Date of complaint: 4/23/02
Date of resolution: 4/23/02
Nature of complaint: Customer complained that his LD carrier is temporarily
disconnected, which was not true.  Customer felt CA 4287F made it up -
customer was frustrated because it happened all the time.
Explanation of resolution: I [supervisor] apologized to customer for an
inconvenience it may have caused and offered customer if he'd like to process
his LD call through Sprint.  Customer continued using profanity and refused to
allow me to assist with a resolution.  Then he hung up on me.  Agent followed
procedure.

Date of complaint: 5/6/02
Date of resolution: 5/16/02



Nature of complaint: Customer tried calling two 800#'s thru relay to numbers
she knows are correct for "Troopers" & "Public Assistance"  Recording says the
nbr is not good, to check the nbr or dial again.  Customer thinks this is a problem
w/relay.  Apologized & thanked cust.  Submitted trouble ticket #154187.
Customer wants to be contacted about how this is resolved, or to learn what
technican finds out.  Faxed to AK a.m.(TROUBLE TICKET CHANGED TO
156333)
Explanation of resolution: First TT was not satisfactory requested to enter TT
again with better resolution.  New TT nbr is 156333.  Attempted to contact cust
several times May 9th thru 16th without success no answers or answering
machine to leave msg as indicated by relay cust service problem resolution not a
TRS related issue.    TT #156333 resolution comment Same response when
dialing via cell phone - Not a TRS related issue.


